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MAYOR'S MESSAGE 

Our Municipality is at the centre of service delivery. We are hereby commit ourselves 
excellent service as evidenced by the Municipal Service Standards which are the 

earner stones to guide and direct our employees to satisfy the needs of cur 
go mm unities. 

We commit the employees and the council to do the following amongst other things- 

’ RSSpeCt and Uph0ld the Bath ° Principles and the Constitution of the 
Republic; 

* . Maintain a disciplined work force which pursue excellence in the 

provision of services; 

Develop a feedback mechanism that will allow the public to compliment or 
ra,se complaints about the conduct and attitudes of public servants and 
the quality, time lines and efficacy of the services they provide- 

• Simplify procedures and ease formalities related to access and delivery of 
services; 

* Introduce systems and processes that facilitate citizens’ access to 
government services. 

w. h.» . firm beiisf that .ho oorvice standarts are achhvable „„„ „„„ 
lives of our communities. 


MAYOR 

Hon. ClIrBAHULA [Ms] 
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Red rass-Remedy to mistakes and failure that happened 

If the promised standard of service is not delivered cfti2l 

apo ogy, a f U |i explanation and speedy and effective remet 
made citizens should receive svmoathRfir' =nH ,_ 


money 


Service Standards 


The foliowing are general services standards-appllcable to ail departments: 


Consumer Complaints. en qui ri^dW]^t 


Consumer Complaints 


Time to respond to a ve rbal" 
Time to respond to a written 


consum er complaint 
consumer complaint 


1 working day 


2 working days 


a consumer complaint 


working days 


Consumer enquiries 


.Time to respond to a verbal consumer 


enquiry 


1 'working day 


respond to a wrlften 


consumer 


working days 


a consumer 


enquiry 


Consumer 


respond t o a consumer vo rhaf request 
respond to a consumer written reque”st 


1 working day 


5 working davs 


Time to resolve consumer request 


























































































































New network installation 


required 


By agreement 


industrial and 


commercial consumers 


By agreement 


Providing a n efectririfv cm 

Existing infrastructure can be used 


Within 30 workii 


Network extension 


required — law voltage 


Within 2 months 


Network extension required - medium voltage 


Within 3 months 


Network extension 


required - high voltage 


By agreement 


New network installation required" 


By agreement 


industrial and commercial 


consumers 


By agreement 


Prepayment metering 


Provision of vending points 


Where practical, 


within 5km radius 


Business hours of vending points 


Norm at working 


accuracy queries 


In 5 working 


Disconnections for tampering 


Upon detection 


Re co n nectio n fo 1 low i n g 


payment 


Within 5 


days after full 


payment of fees 


Network faults 


Fault reporting centre 


A 24 hour ESKOM 


Restoration of supply after forced 


interruptions 


One service connection affected 


Maximum 6 hours 


service areas affected 


Maximum 6 hours 


Up to 20 service areas affected 


Maximum 6 hours 

Maximum 6 hours 


Medium 

abfe 


or high vo| tage outage - alternate feeder ava 
or high voltage outage 


Medium 


no alternate feeder 


Maximum 6 hours 


available 


Notice of planned interruptions 


to be given 


Notice of planned interruptions 


43 hours before 


Notice of planned interruptions 


43 hours before 
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roads, storm WATER and CIVIL works 

Service Standards 


Rosd infra struct; 


repair a single pothole 


in major road 


By agreement 


Time taken to 


repair a single pothole 


in minor road 


working days 


r6pair a r °ad followinglrT^n trench 


By agreement 


crossing 


repair kerb inlet 


working days 


Time taken 


to provide 
_approva! of t he application 
Time taken to 


a driveway entrance 


1 month 


repair walkways municipal road 


working days 


Signals 

taken to repair/repface~ “ — 


a sa tety related regulatory' 


repalr/replace other 


minor road 


10 working days 


Time taken to 


repair/ri p Ii ^^^^ 


Time taken to 
Time taken to 


repair road m, 


90 working days 


repair any traffic light fault 


Development applicat^ 


(Roads and Civil 


Comments on 


building plans Residential/] ndustriaiZ 
jings 

rezonjngTs ubdjvfsi ons~SDPi^nd^si?n]iar" 


working days 


Commercial 
Comments c 

applications 

Comments 


HJ working days ] 


_ Qn Township application 

Approval of OLitdBoF^dv^ 


1 months 
3" months" 


ijn 9 application (billboards) 


' • 
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Reconnection following payment 


business and 


First working day 


industrial 


after payment 


Response to Account 


queries 


n 5 working 


Disconnection of supply to locked premises 


After 2 consecutive 


unsuccessful at¬ 
tempt to read the 


Response to meter accuracy queries 


Within 30 working 


Disconnections 


for tampering with meters 


Immediately 


detection 


Reconnection tampered meters 


first working day 
after full payment 


Replacement of water 


meter 


Within 48 hours 


Within 5 days 


Within 5 days 


Maximum 4 hours 


Feeder pipe large than 800mm 


-h- 


W6 


Up to 20 service connections affected 


Maximum 24 hours 
Maximum 6 hours 


Maximum 6 hours 


Maximum 8 hours 


Network faults 

"Fault reported at customer service centre during office 
hour is attended 

Fault reported at control room or hotline after office hour 
is attended 

Urgent repair/replacement of small water pipe buTU 
Minor losses 
Major losses 


Restoration of supply after forced interruptions 

One servic e connection affected 
Up to 5 service connections affected 
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environmental health 




Em 

IT I a p 

1 

ll 3e 

j __. 

j [EH1 

<is*ence of this service centres on rho 

provement of the environment and the " Pr ° ecf,on ' conservation and 
preach. 6 qUa1 ^ ° f life ^ugh the integrated 

Standards 

^ Arr quality management - " ——--———._ 

- 

uiesei driven '■/eJiicfe testing -- 

Ambient air monitor™ ~--- 

—5-- , 

By agreement 

I 

_ Registration of f ue | --- 

By agreement 

1 


tjy agreement 

j EH2 

Food Safety ----— 

---— 

- 

|| 

Inspection of food oremis^* “ ' *----—.— _ 

1 

Non food premises inspection - -— 

tty agreement 

y~ 

Application of certificate Arrant*^* - 

By agreement 

—~— _ acceptability (< a iA) 

_mspection or premises for issumn nfmr-- 

By agreement ^ J 

i 1 _ j 

Issuing ot COA/requirement '—■— -- 

Liy ayteement 

By agreement 

EH3 

Disposal of thp r(^ a H ---- - 

By agreement j J 


inspection of funeral undertakers “_______ ! ■ 


Application for certrficate^7^T?TTTT77m7r----. 

By agreement 


Exhumation of bod ip r~-—- 

t month referral 


Application 

acknowledgement i 
within 5 working 

, EH4 n 

Surveillance of premises - “ —”——-—- —^ 

—-—*- 

1 

l hifd care institution inspections --— - p 

— 1 
By agreement 

f: 

mm oa at ion facilities -- 

ssumg of health certificate----- 

By agreement 

■--L 

tJy agreement 


















































































































































































Business "and Industrial fB^bm^^HiTie?: 
vices) 


Per agreement 

Minimum once 


Entrance ana feeder routes 


Industrial 


Per schedule 


Waste disposal sites 


Clearing of illegal dumping 


notification 


Active 


Inactive 


Once a month 


General request 


Within 48 hours 


Exhumations 


Within 14 working 


Parks 


Developed parks 


Quarterly 


EH 15 


EH16 


Underdeveloped parks 
Open space 


Once a month 


Once a month 


Facilities 

Rental of open spaces 


Conservation 

Maintenance of wetlands 


Within 7 days 
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COMMUNITY SAFETY 


Service Standards 


Removal of dead carcasses from streets and roads 


notification 


Response to floods 


FIRE SERVICES 

Fire Services is a coordinated function that is with the 
^Municipality. Makhuduihamaga Local Municipality will play 
coordination of the service 
Service standards are laid down by the SANS. 


Service Standards 


«- v -£ : b 


Risk category 

Maximum 
calf receipt 
dispatching 
time (in 

minutes) 

Turnout 

time (in 

minutes) 

Maximum 

appliance 
travel time (in 
minutes) 

Maximum 

total 

attendance 

time 

(in minutes) 

A: Central business 
districts and industrial 
areas of large towns 
(risk of fife and fire 
foss is expected to be 

2 

J. 

1 - 

IT 

8 
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Three stations or more affected 


Less than a week 


Notice of planned interruptions 


WarK dons to 


jm P r ove capacity of systems 


M ai rste n a n ce/ R e p a I rs 


Non-core service 


Public awareness campaign 


Annually 


Annually 


Providing a testing 


service for motor vehicles and drivers 


Testing of learner's license 


1 hour 20 minutes 


Testing of driver's ll 


icense per applicant 


Testing of driver’s license per officer 


6 learners per day 


Issuing of [earner's license 


15 minutes 


issuing of temporary driver’s license 


10 minutes 


Manufacturing of card type driver’s license 


Application of professional driver' 


s permit 


20 minutes 


Testing of motor vehicle for road" 


worthiness 


30 minutes 


Issuing of a roadworthy certificate 


10 minutes 


Issuing of instructor certificate 


15 minutes 


Appeals 


Lodge appeals related to driving license, driving 


permit, 


Handling of appeals related to driver's 


license, driving 


permit etc. 




1 Rf> 





























































































































































Procurement function 


Time taken to obtain quotes below R3Q qqq" 


2 working days 


Time taken to obtain 


quotes above R30 000 


9 calendar days 


Time taken to evaluate 


quotes after dose' 

gensrate~emergency purchase ordep 


4 working days 


1 working day 


Time taken to pay SIVfMEs 


30 working days 


Time la Ken tc register bidders after close of quotas 


2 working days 


Budget office 


Processing of budget 


re-allocation 


request (after 


approve [ by HOD, IVtfVT and CEO) 


Budget adjustment 


Annually 


Render financial comments 


Submission of monthly financial repor 
Preparation and submission of sti 
relevant stakeholders 
Preparation and adoption of a budget 
Submission of approval budget 


Monthly 


Within 10 working 


Annually 

Within 7 days after 


to the National and 


Provincial treasury 


approval 


Revenue and expenditures 


Preparation of bank recOOOOonciliation 


Monthly 


Preparation of traffic fines collection 


report 


Monthly 


Preparation of age debtors 


analysis 


Monthly 


Preparation of VAT and tax returns 


Monthly 


Payment of creditors 


Within 30 days 


Assets 


c^oods receive note must be issued when goods and 
services are received 

■Delivery note must always be signed when goods are 
delivered 

Asset delivered must be 


recorded in the asset register 


Within 2 days 
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' " d h- ' i,ase -*• —™. an, 

• Promote muJffJinguaiism; 

Provida library and information services to communities. 

Service Standards 


Provision of facilities 


functionality 


Upgrade of 1 n fo rm a J 
Community Hails 


soccer fields 


Within 90 days 


and Recreation/Youth 


functionality 


Libraries.Fun ctio n a J it y 


6 days a week 


Provision of program^ - 

Art and sport de velopment 
Recreation ” " '— 


Holidays 


Literacy and reading 
Indigenous knowledge 


Maintenan ce of facilities 

Cleaning ” ~~-- 

b'rass cutting'tuport, Recreati 
Repair of structural defects^ 


norms 


maintenance 


standards 


Upgrade of facilities 


Renovations 


project plan 


Major upgrades 


project plan 


Cormminity participation 

Meoia enquiries " 

Consultative Forums 


As per deadline 


Quarterly 


Workshops 


Set programs 














* 
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MAll.liii, 


municipal development SERVICE STANDARDS 


Service Standard: 


[fin collaboration 
stakeholders]. 


coordination, consultahon and partnership with ail relevant 


Township establishment 


Acknowledgement of receipt 


External circulation 


Internal circulation 


Advertisement time far objections 


Without objections and comply with policy - Decision 


Without objection and against 


or no policy - Decision 


If objections received 


objections to applicant for 


9 weeks 


comments, draft conditions of establishment 


If objection, report to Tribunal 


3 months 


Appeal by owner 


objector (MEG decision) 


12 months 


Removal of restrictions 


Acknowledgement of 


receipt 


Internal circulation 


4 weeks 


Advertisement time for objections 


Without objections and 


comply with policy ~ Decision 


5 weeks 


Without objection and 


against or no policy - Decision 


7 weeks 


3 f objectio ns received, 


objections to applicant for 


6 weeks 


comments 


If objection, report to Tribunal 


3 weeks 


Appeal by owner 


objector (MEG decision) 


12 months 
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LEGAL AND ADMINISTRATION SERVICES 


The list of administration services and their influence on consumers: 


Consumers expect swift administration action regarding; 
i Passing or amendment of a by-law 
<> Passing or amendment of a tariff 
o Approving or amendment of 


a policy; and 

Approving or amendment of a delegation of power. 


Consumers expect to be informed of 
delegated power in a swift and effective 


new by-laws, tariffs and policies, and 
manner. 


Consumers expect that all the legal requirements set in terms of the relevant 
legislation be met in the process followed. 


m ■■ ' 


' 


Pi . A 


LEGAL AND ADMINISTRATIVE CONSULTATION PROCESS 

The process of consultation commences as soon as a resolution of the Council has 
taken a decision to commence with Public Participation. The first step in the 
promulgation of by-laws and tariffs is the advertising of the intention in the approved 
news media and municipal notice boards, inviting the community to inspect the 
documents as well as conducting ward based and village based public consultations. 
The next step is the publishing of the full by-law or tariff in the Provincial Gazette. 
The tariffs with an effective date are published on the website, intranet and e-mailed 
to all institutions and sector departments. Policies and delegations are converted 
and entered into the relevant registers which are published on the intranet and 
e-mailed to all municipal departments. 
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Incorporation of Council approved policies in the 'iWakhuduthamaga 

Convert and edit approved delegation 
required 


Within 8 wt 


days 

receiving 


5 working days 


incorporation of Council approved delegation in the 

Municipality's delegation reg istar 

Convert ancf edit approved delegation in the format 


5 Working days 


Within 10 working 
days after 

receiving the 


Publication 


on intranet and e-maii to all Departments 


COMMUNICATION AND MARKETING 
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Print publication 


Publish and distribut; 


external newsletter for 


external 


Monthly 


Bi-monthly 


Annually 


Annually 
Annually" 
10 days 


department 


event 

p ™ dtJoe an 

booklet, Consumer guide 


2 months 


Produce an Information brochure 


for a department 


Events Management 


Book a venue for municipality evenf 


4 weeks 


the event 


Compile a progr amme for an eve 
Compile a gue st list for an event 
Send out an invitation for 


Within 3 days 

Within 3 days^ 


an event 


the event 
2 weeks 


Obtain promotional items 


for an event 


Co-ordinate logistics for an event 
Arrange catering for 


3 weeks 


an event 


Obtain 


sponsorship 


4 months 
When r equired 
Continuous 


Advertising —"——-—- 

Arrange exhibitions locally ~~ --—- 


Annually 


At least 4 


-v 









J 
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Internal Gommu mcatmn 

"Draft Corporate Internal 


^^^fcatfon SF aiegy 


- every 5 
update - 


Implement strategy 
Draft Departmental 


continuous 


Projects 


Strategy 


Implement Di 


required 


^partmental Comm un icati. 

U,va 

nat ional days 
*® ,se 

tfirough weakly bulletin 


As per strategy 


required 

Weekly 


projects 


LABOUR RELATIONS 


Service Standards 


La bou 


Labour relatio"ns 


officers 


Supervisors are 
procedures 
Simplification of 


ed on 9nevance and discipli 


'ary procedure 


are reviewed 


Local Labour Forum 
Labour unrest cases 
Misconduct Gases an 
Labour relations repc 


meets 


Within 3 


months 


presented to management 


once a year 

H 

As pe r 

Municipal 

~~thei 

grievances 

disputes 

procedure 

and 

Trained twice 

a 

year 


T Once a year 


Once a year 

' j 

_ 4 times a yeaP 
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ORGANIZATIONAL DEVELOPMENT 


Service Standards 


ECONOMIC DEVELOPMENT 


The focus of economic development department is to facilitate a conductive 
environment where all can participate in a wealth generating local economy by 
focusing on economic growth, empowerment and transformation. The process of 
consultation in the economic development department takes place through a 
multitude of forums/workshops/conferences/summits which includes the mining 
forum, co-operatives forums and street trading public meetings. The annual 
business week also forms part of the consultative process. 


. : . ■ 


, OD1 

iSSUE 

PERIOD/ 

TIMEFRAME 


Organizational structure is evaluated and reviewed 

Annually 


Upgrading/downgradmg of posts/components 

Done within 3 

weeks of approval 


Abolishment/rationalization assessment survey 

Done 30 days from 
the receipt of 
official request 


Directives/requests are received and study analysed 

Within a day 


Information is gathered from stakeholders 

Within 3 days 


Organizational performance audits are performed 

Every 6 months 
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POSTAL ADDRESS 

Private Bag X434 
Jane Furse 
1085 


COUNCIL PROCEEDINGS 


AGENDA ITEM: SC/10.9/05/2018: SERVICE STANDARDS 
RESOLUTION No.131 OF 2017/2018 FINANCIAL YEAR 
RESOLUTION ON: SERVICE STANDARDS 


M AKHUDUTHAMAGA physical ADDRESS 

----*-- ---—01 Groblersdal Road 

LOCAL MUNICIPALITY Jane Purse 

1085 

Mmogo re Somela diphetogof 


NOTING THAT: 


The Municipality has developed Service Standards that 
Public about services offered by the Municipality 


regulates and informs the 


Makhuduthamaga Municipal Council at its Special Council Sitting on the 31 st 
May 2018, held in the Council Chamber: 


RESOLVED THAT: 

1. Council approves the Service Standards. 

2. The internal workshop session be conducted on Service Standards. 


Mover: Cllr.Mohlala M.J 
Speaker: Cllr. Tala M. 
Signature: 

Da te: _JI7 



Seconder: Cllr. Makua S.S 
Acting Municipal Manager: Moganedi R.M 
Signature: 

Date: 3//t~>.T 


TEL EMAIL / WEBSITE FAX 

13 265 8600 info@makhuduthamaga,gov.za 013 265 1975 

CUSTOMER CARE:013 265 8616 






























